Alchemer Support

The Alchemer Support team is available to help our customers, and supports all products:
For Alchemer Survey and Alchemer Workflow — jump to this section.
For Alchemer Digital- jump to this section.

Support Hours

Alchemer Support Heroes are here to help you during the following hours:

Email:

Submit a ticket anytime day or night.
Email support is available 24/7

Phone:

US-based Standard Phone Support is available 6 AM - 6 PM MT (Mon-Fri) for accounts based on the
US and Canada services.

Standard Phone Support is available 6 AM - 6 PM Central European Time (CET) for accounts based o
the European service.

Phone Support is only available for customers on Annual Plans.

Billing Support:

Billing inquiries can be submitted via email. Our Finance team is available 9am - 5pm MT (Mon-
Fri).

Alchemer Survey and Alchemer Workflow
Support

When contacting Alchemer Support you'll most likely want to grant support access to the
Support team to log into your account. Doing so in advance will save potential back-and-
forth and get you a speedier resolution to your question!

In order to access your help options or to contact support, log in to your Alchemer account and
click Help in the upper-right corner of the screen. This will provide you with a couple of instant
options for help.


https://help.alchemer.com/help/alchemer-support-hours#alchemer-survey-and-alchemer-workflow-support%25C2%25A0
https://help.alchemer.com/help/alchemer-support-hours#alchemer-mobile-help-and-support
https://help.alchemer.com/help/alchemer-support-hours#submit-a-support-ticket-email-support-
http://help.alchemer.com/help/grant-surveygizmo-support-access
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Check Documentation for Help

We suggest trying a quick search of our Documentation databases for the answer to your
question. Type in a search term into the provided field and once you click Search or enter, a new
tab/window will open with the search results.

The search will scour all Alchemer Documentation site threads:

o Alchemer Application Documentation
e Alchemer Custom Scripting Documentation

e Alchemer RestAPI Documentation
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If you prefer not to search, we have provided a list of Common Questions for this Area (with links
to relevant articles) below the search bar. Click on any of the links to open the associated help
documentation.

Note: The list of Common Question for this Area is dynamically updated depending on the
page that you access Need Help from. If you click on Need Help from the Build tab, you will
see a different list of suggestions than if you click on Need Help from the Share tab.


https://help.alchemer.com/help
https://script.alchemer.com/help
https://apihelp.alchemer.com/help
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Set Up a Question to Allow Multiple Answers

Looking to set up your question to allow respondents to select multiple answers? Learn how.
View Documentation

Add an Other Textbox
Add an other, please specify textbox to your survey question.
View Documentation

Set Up a Question to be Required

Set up a question so that an answer is required.
\View Documentation )
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If the help modal has provided you with the answer to your question, click Yes to close the modal
and continue working on your survey. If your question has not been addressed by the help content,
click No, show additional support options to proceed.

Add an Other Textbox

Add an other, please specify textbox to your survey question.
View Documentation

Set Up a Question to be Required

Set up a question so that an answer is required.
View Documentation

Does this solve your problem?

NCER WAL EETIVG I No, show additional support options (email, phone, etc.)

Click No within the Does this solve your problem section will present you with all of the help
avenues that are available to your account as well as the estimated wait times for each avenue.
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Here, you can once again access our documentation content by clicking Search Documentation.
You can also explore our upcoming free webinars and trainings by clicking View Training &
Webinars.

Additional Help Options

Documentation

Best for: Walkthroughs, how-tos, and learning the application.
Search Documentation

Training & Webinars

Best for: Hearing from the experts on all things SurveyGizmo.
l View Training & Webinars I

@ Instant

Submit a Support Ticket (Email Support)
You can email us anytime day or night; we'll respond in 1 business day. To send an email click
Need Help. If you prefer not to search for an answer, click No, show additional support options.

On the next page, click Submit a Ticket within the Email / Submit a Ticket section.
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Start by indicating the area of the Alchemer application you need help with:

e Survey Building

e Survey Themes

e Survey Taking

e Email Invitations

e Viewing Responses

e Reporting & Exporting
e Account Billing

e API/Custom Questions
e Other

Next, we ask you "Which survey(s) do you need assistance with?" This helps us to hit the ground

running on your issue. You can provide the survey link, title, or IDs.

In the How can we help field? Enter your task or the problem you are trying to solve and click

Next.
Indicate how quickly you would like a response:

e | have a question, but no rush!
e | have a question that | need answered quickly!
e Panic Button: I've got an emergency! Help!



Which part of do you need help with? *

-k

Survey Taking

Which survey(s) do you need assistance with? *

Please provide us your survey links, title(s), or ID(s) here. No specific survey in mind? That's okay,
just enter N/A below.

Customer Happiness Survey

How can we help? *
Additional details provided allow us to help you faster!

How do | return a respondent to their response?

How quickly do you need a response? *

Ak

| have a question, but no rush

As the big pink warning explains, if you would like for our support hero to access your account in
order to best help with your request you'll need to give us permission to do so.

IMPORTANT: If you would like ) Support to access
your account in order to best help with your support request,
please make sure to grant us permission under your

Account tab. You may revoke access to your
account at any time.

To grant permission for Suppecrt to access your
account, please click here.

Confirm that your description is correct and contains details that will enable our support heroes to
help. Also double check the email address that we will reply to and correct it if necessary.


http://help.alchemer.com/help/grant-surveygizmo-support-access

When you are finished, click Submit.

Phone Support

Depending on your account type/account location and user role within that account, different
phone support options are available.

Standard Phone Support
All non-Administrator Users on the below account types will have access to Standard Phone
Support (6am - 6pm MT Mon-Fri).

e Account Managed accounts

e Non-Account Managed Alchemer accounts (with the exception of Collaborator)

European Phone Support
All non-Administrator Users on the below account types within the EU Data Center will have
access to EuropeanStandard Phone Support (6am - 6pm CET Mon-Fri):

e Account Managed accounts

e Non-Account Managed Alchemer accounts (with the exception of Collaborator)

Accessing Phone Support

To access your Phone Support options, click the Need Help option in the upper right of your
account. If the suggested help articles do not address your question, click No, show additional
support options to navigate to the next page.

Under the Phone Support section you will see a phone number and your access code. Dial the
number for your datacenter (US or EU) and provide the account ID when prompted to connect with
one of our Support Heroes.
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Alchemer Supports Listed Users on Accounts

The Alchemer Support Team is deeply invested in maintaining the security and integrity of
customers' accounts and data. Via our Terms and Conditions of Service, Alchemer support team
members work only with users whose name is present as a username on an account. For ease of
service and account security, Alchemer recommends having the first and last name of users on an
account always up to date in the Name field found in the Profile and Settings menu located in the
top right corner of the application when the circular icon is clicked.

Our team may also identify customers by the email address that is used to log into the application.
For tracking purposes and for data security, cases submitted from the Help menu in the
application sends receipts and replies to a username email address. To ensure replies for support
cases arrive to the appropriate user on an account, Alchemer recommends making username-
specific email addresses for users within an account, rather than a group email address.

Service Notifications

From time to time Alchemer will post service notifications within the Need Help menu, e.g. holiday
related service updates.



NOTICE: Due to the US Labor Day holiday,

Support with be on a reduced schedule.

{* Phone Support
Best for: More complex questions or multiple topics.
Howrs: Barm - dpm, Mon - Fri [GMT -&)

Call us: - Your Access Code:

Support Service Notifications
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Alchemer Digital Help and Support

The process for contacting support and getting help in the Alchemer Digital dashboard is different
than the process to do so in the Alchemer Survey and Alchemer Workflow dashboard.

There are a few ways to get help and contact support through the Alchemer Digital dashboard:

1. In the bottom right hand corner of the dashboard is an orange bubble with a question icon in the
middle. Click on this icon to open the "Contact Us" dialog box. Here you can get in touch with the
Alchemer team to provide feedback or ask questions. After submitting your feedback or question, a
member of the Alchemer support team will reach out to you.
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Overview Customeri fon s key to great ratings, retention, and customer love!

Engage your customers with customized interactions based on their behavor.
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We have released a new SDK version 6X which unlocks Skip Logic! If you haven't already, Hello!

please update your SDK for free to start using this exciting new feature.
Have any questions, comments, or

If you need Pl ntact your Alchemer Mobile Customer Success feedback? We are here & happy to help.
Manager. Reach out to us anytime.
Disclaimer: If you have updated to version 6.X, customers who have not updated their app Please leave detailed feedback

version will not be able to see Surveys with Skip Logic. We recommend sending a Prompt to
remind your customers to also update to the newest version.

Create New Survey
Manage Surveys

Microsoft Word ~c ]

2. You can also access Alchemer Help through the Alchemer Digital dashboard. Navigate to the
"Settings" tab on the top navigation. Then on the left hand menu click on "Documentation." This
will take you to the Alchemer help documentation site.
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AP| & Development
Useful when you want all members to show the same name / avatar. Setup your Gravatar for free.

Support User Name
Example Support
Support Avatar
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International App Store Data

O Include data from i for this app
Are your apps published in other markets? Include your app ratings and reviews from around the world in your analysis.

*Turning on this feature will enable this data for all team members on this app 0

IS Leading Practices and FAQs
Want to see how to take projects from good to great? Check out our Leading Practice & FAQ
Home Page!

Scripting and Other Custom Solutions

We're always happy to help you debug any documented script that is used as is. That said,
we do not have the resources to write scripts on demand or to debug a customized script.

If you have customization ideas that you haven't figured out how to tackle, we're happy to be
a sounding board for Alchemer features and functionality ideas that might meet your needs.
Beyond this, check out our Professional Services; these folks have the scripting chops to help
you to achieve what you are looking for!

Standard Support Available to:

Community
(Browse, Ask & Answer)

Documentation

Standard Email
andard =ma Alchemer users with the following licenses:

(2477)


https://help.alchemer.com/help/faq-troubleshooting
https://www.alchemer.com/programming-services/
http://www.alchemer.com/plans-pricing/

Standard Support Available to:

Standard Phone Support
(6am - 6pm MT)

Mon - Fri
European Phone Support is Alchemer users with the following licenses:
available for European
accounts from 6 AM - 6
PM CET
@plans @grid
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